Integrated process design for e-learning: A case study by Ahmad, Hartini et al.
Integrated Process Design for E-Learning: A Case Study 
Hartini Ahmad Zulkifli Mohamed Udin Rushami Zien Yusoff 
School of Management, School of Information Technology, Quality Management Institute, 
Universiti Utara Malaysia, Universiti Utara Malaysia, Kedah, Universiti Utara Malaysia, 
Kedah, Malaysia Malaysia Kedah, Malaysia 
hartini@ uum.edu.my zulkifi@ uum.edu.my rzy2 78@ uum. edu. my 
Abstract 
The higher education (HE) institutions are expanding 
fast. Universities are becoming genuine leaming 
organisations and providers of a wide variety of 
opportunities for e-leaming. Despite all efforts, the 
processes carried out do not meet learner’s expectations, 
and often lead to ineffectiveness and ineficiency. 
Clearly, we need to develop a better understanding of the 
processes in e-leaming in order to satisfy learner 
requirements. This research examines the nature of 
learner’s demand in e-learning process such as in 
registration process. In particular, it examines how the 
integration in process design could support e-leaming. 
The first part of the paper will raise issues and questions 
about the meaning of e-leaming and about the challenges 
which members of HE institutions have to face and cope. 
Section two deals with the application integrated process 
design to enhance the competitiveness of e-leaming. This 
study identified one HE institution as a case study. The 
study found the current initiatives on e-leaming, which 
the transformation of the entire processes were 
considered in order to accommodate the new realities, 
such as cost effective, reliable and effective leaming 
tools, co-operatives technologies, and easy to operate. In 
addition, the process design must incorporate learner 
requirement information at all stages of e-leaming 
process. 
1. Introduction 
It has been accepted that to get education is a human’s 
right. This is extremely true in the era of knowledge 
awareness. Malaysia has allocated millions to build the 
education infrastructure, in order to ensure that it’s people 
get adequate education. Although, in reality this amount 
of money is still not enough to fulfil the increasing 
demand in student admissions particularly in HE 
institutions each year. That’s why the Government of 
Malaysia has encouraged local universities to offer 
distance learning so called to utilise e-learning in their 
education systems. HE institutions will seek to be 
effective on a global basis through the efficient use of 
new communications technology. This is true that HE 
institutions should be innovative and proactive, which 
means that they should be sensitive to any changes and 
new demands. 
The HE institutions today compete within and beyond 
national boundaries, thus, to compete in the global 
environment. The advancement in technologies 
specifically related to information technology (IT) creates 
new challenges and opportunities. The strategy in utilising 
the information and knowledge will determine on the 
competitiveness of organisation. This is mainly due to 
advancement of information technology and the reforms 
in international business, which called for much more free 
and liberal business and trade arrangements [1,2]. The 
Ministry of Education also stresses on ‘Malaysia-Regional 
Centre of Excellence’ which means to build up excellent 
institutions of learning, to liberalise and globalise the 
education. The technological changes are paralleled, 
however, by changes in demand from learners. 
IT is a new tool of information delivery such as using 
e-learning. E-learning challenges the top management of 
HE institutions to rethink their traditional methods of 
doing work and commit to a customer-focused process 
[5,6,7]. The I-E institutions are looking for new and 
innovative ways of meeting learners expectation. The 
current development of academic industry such as e- 
learning and globalisation have become the catalyst for a 
rethinking and reengineering of the HE institutions. 
E-learning will be required to expand flexibility and 
innovation in learning and teaching. E-learning becomes a 
tool implemented by HE institutions (especially private 
HE institutions) and multinational companies. The 
common understanding is that e-learning is synonymous 
to online learning, which utilise computer and web site. 
In addition it is also known as distance learning through 
internet. In this context, e-learning refers to the utilisation 
of any one of on-line systems in term of administrative 
management, interactive materials, and collaborative 
tools. 
For the HE institutions that implement e-learning in 
their organisations, they should realise that e-learning 
offers opportunities for flexible and accessible study. It 
should be clearly stated that e-learning should try to meet 
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the need of learners that are changing rapidly and 
continually from time to time. E-learning should not be 
implemented as just a matter to change the operational 
processes from manual to computer-based system, but it 
should innovate the processes that are involved in it. This 
means an integrated process design for many HE 
institutions must be reshaped and re-conceptualised even 
their manual work activities. The process redesign is 
needed in term of dramatic change basis or drastic change 
approach, and no more incremental improvement to 
ensure the competitive advantage [3,4]. In other words, 
the HE institutions need to constantly venture into new 
and innovative methods, in the shortest time possible. 
Thus, e-learning will give benefits to the 
organisations, in terms of reduction in costs such as 
documentation, processing, staff, classroom, etc. 
Furthermore, through the integrated process design it 
could improve greater accuracy and speed, less 
reworking, fewer mistakes and errors which lead to an 
improvement in the cost base, higher customer 
satisfaction and improved employee satisfaction [4,8,9]. 
Intranet and internet 
2. Background of e-learning in Malaysia 
5 
Educational institutions have long been very much 
closed systems. To compete in the global environment, 
HE institutions should interact in different ways and in 
various directions by using multi-dimensional ICTs. 
Specifically, HE institutions should be able to provide 
learning that can take place anywhere and everywhere for 
the learners. In  other words, HE institutions should not be 
forever constrained by traditional boundaries which failed 
to meet the modem industralised societies needs. 
E-learning in Malaysia has been pioneered by 
Universiti Tunku Abdul Rahwan (UNITAR) and the 
Multimedia University (MMU). The use of e-learning 
from registration process to learning process including 
lecture notes distributions, the information on the courses 
offered, course contents, academic discussions, online 
quizes etc. To ensure that this system could operate 
smoothly, every student has been given the identification 
number and password to log in. The universities have 
progressively begun to drive institutional responsiveness 
in educations towards customers priorities. Increasingly, 
these universities must satisfy learners demands. In 
addition, they need to meet the ’quality’ imperative. 
Ensuring the courses are delivered, monitored and 
evaluated with a course on high quality provision. 
Paperless 
3. Research objectives 
6 
This research intends to determine how process design 
should be integrated in order to implement e-learning to 
meet learner’s expectation. This study attempts to chart 
some of the processes and demands involved in these 
changes. 
4. Research method 
This study identified one HE institution as a case 
study. Semi-structured interviews with the head of 
departments and deans, lecturers and administrators 
provided the data used in this study. The data were 
collected over a three-week period. The questionnaires 
were divided into three parts. Part 1, was for the 
organisation/ respondents profile. Part 2, was utilised in 
order to investigate some actual processes that have been 
carried out specifically in terms of collaborative and 
integrative approach. Part 3, consisted of the questions to 
get information on the advantages and disadvantages of 
utilising e-learning, particularly this article will report on 
the issues related to the processes involved. The study 
looked in-depth on how the processes were being carried 
out before and after implementing e-learning. In specific, 
the rank order from ’1’ to ’10’ was used, which ’1’ for ’the 
most importance’ and ’10’ for ’the least importance’. 
Moreover, the Likert Scale was utilised and modified to 
four-point scale, which ’1’ indicated ’strongly disagree’, 2’ 
indicated ’disagree’, 3’ indicated ’agree’ and ’4’ indicated 
’strongly agree’. 
5. Analysing the results 
This article will just highlight some issues in Table 1 
that shows the analysis on respondents’ perspective on the 
features for e-learning. 
Table 1. Ranking for e-learning features 
Features Rank order 
Co-ordination 
Well defined Drocess 4 
Co-ordination through co-operative work (IT) found 
as a major contribution for members in the university. 
Thus, they found that it is different from the manually co- 
ordinated work activities which are less efficient in terms 
of management process. Furthermore, the use of e- 
learning should enable the staff to respond quickly to 
learners online rather than depend on bureaucracy- 
oriented. In addition, the work activities could be easily 
updated rather than be rigid on working procedures. The 
respondents also hoped to practise a we11 defined process 
to all the learners, instead of doing different process to 
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different learners. Moreover, the staffs prefer to use 
intranet and internet to avoid ’sneaker-net’. The study 
found that the respondents prefer to go practice paperless 
rather than getting involved with many documentation or 
using many papers such as application forms, 
acknowledgement cards, referee letters, etc. 
However, it was found that after implementing e- 
learning, the members of the university are still faced with 
the problems in the processes performance. The study 
found that the problems faced by the members are as 








Vague of the process 
Maintenance costs 




The study found that although the university 
implemented e-learning but some of the task procedures 
remained the same. Instead of doing the processes 
manually, they utilised computer-based systems, which 
operated on the same processes. These changes demand 
new responses from lecturers, an integration process 
redesign is called for which is more creative to increase 
personal satisfactions for learners. Knowledge is being 
constructed by learners in ever more open systems, rather 
than being assimilated through existing subjects and 
modes of delivery in conventional educational settings. 
This research investigated the process of the course 
registration, which showed in the process map that had 
been done manually before implementing e-learning 
(Figure 1). The flowchart of the course registration 
process using the Internet also shows (Figure 2). This 
study then recommends a new integrated process design 
in that particular process (Figure 3). The illustration on 
the integrated process design should be seen in this simple 
diagram (Figure 4), which demonstrates how IT plays an 
important role connecting the nodes of processes [lo]. 
Table 3. Reasons implementing e-learning 
Attributes 
Cost effective 
Reliable and effective 
Co-operative 








In addition, it was found that the university 
implementing e-learning is demanding cost effective, 
reliable and effective learning tools, co-operative, and 
easy to operate (Table 3). Other factors considered by 
staffs in term of reputation, open system, delivering style 
and trend. The cost efficiencies and savings are made in 
terms of money spent on learning and revisiting learning, 
class facilities. and course maintenance. 
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Figure 1. The course registration process 
(manual). 
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Figure 3. Integrated process design for the 
courses registration. 
Figure 4. Operational perspective on the role of IT. 
6. Conclusions 
In this article we provide the examples that there is 
need for a better integrated process design in HE 
institutions that implemented e-learning to incorporate 
learner's expectation into the desired process. Chart 3, we 
propose a basic design of the courses registration process 
that could be integrated on-line. It is recommended that 
the integration of productive processes from registration 
process to learning process should be created to ensure 
learners' expectations are consistently met. This is 
supported by many studies, which stated the connection 
between IT and process redesign [11,12,13]. In addition, 
this innovation in process could ensure the organisations 
to keep a high level of performance whether nationally or 
internationally and globally. 
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